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Discussion Item Citizen Survey Contract

Background    A key implementation step of the current year’s Broadening Citizen Involvement/
Communications City Priority is the undertaking of a citizen survey.  The survey is
to measure citizen opinions of Takoma Park as a community; to measure citizen
opinions of the quality of City customer service and of City services (with a special
emphasis on the new community policing effort); to identify the sources citizens use
to obtain information on City issues and services; and to identify if and how citizens
would like to participate in City government and activities.
   A request for proposals was issued in early May and four proposals were received
on May 24, 2004.  The proposals were reviewed by a committee and follow-up
questions for the firms were requested and reviewed.  The review team consisted of
Lonni Moffet (Communications); Carol Bannerman (Police); Andy Kelemen (Public
Safety Citizens Advisory Committee); Sara Daines (Housing and Community
Development); and Suzanne Ludlow (City Manager’s Office).   The review
committee recommends that National Research Center, Inc. be retained to work with
a committee to undertake the Takoma Park citizen survey.
   $10,000 had been identified in the 9000 Account for FY04 City Priorities
(formerly “Council Goals”).  However, a survey that would include both English
and Spanish survey forms, that would cover the basic questions and up to three
open-ended questions, and that would obtain meaningful data at the Ward level, will
cost closer to $30,000.  About $14,000 of this cost is basic hard costs–materials,
translation, printing and postage.  Data entry, data analysis and report generation
cost another $7,600.  Survey design, management and the presentation to Council
comprise the remainder of the costs.  NRC is willing to work with the City to design
a workplan and survey process that reduces the costs somewhat.
   Besides the $10,000 which has been allocated for this purpose, an additional
$25,000 is available in the FY04 9000 (City Priorities) Account which could be used
for the Citizen Survey.  The Main Street Program match of $25,000 will be made on
July 1, using the funds set aside in the FY05 budget for that purpose, rather than
being spent during the current fiscal year.  This allows for more straightforward
financial record-keeping since the Main Street Program match of $25,000 has
recently been raised, the Main Street designation was made recently, and an
Executive Director has not yet been hired.  The arrangement to begin implementing
the program with full funding for the entire FY05 fiscal year has been presented to
the Old Takoma Business Association and approved by its President, Bob Atwood. 
This shift or reallocation of funds is not intended to reduce the Council’s financial
commitment to the organization. $25,000 in City funds will need to be allocated in
FY07 to provide the last of the three year commitment to the Main Street Program. 

Policy



Fiscal Impact $30,000

Attachments Citizen Survey RFP Scope of Services; Comments on Proposals; Chart of Mail
Survey Costs; Copy of NRC proposal; Copy of City of Rockville Citizen Survey of
2003

Recommendation Discuss; Staff recommends contracting with National Research Center, Inc.

Special
Consideration

Data from the survey will be very important to the development of a successful
communications plan.  The survey can also be used as a pre-test of citizen feelings
regarding police services before the community oriented policing effort is advertised
and visible.  Such information will be essential in determining the effectiveness of
the community policing effort when future surveys are done.  Also, citizen surveys
are important for police department accreditation, and for the City’s performance
measurement efforts regarding library, streets, refuse and recycling, and parks and
recreation services.  Finally, establishing a benchmark at this time of transition of
the City government would be helpful to Council, citizens and staff alike.
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Background & Scope of Work

The City of Takoma Park, Maryland, is requesting proposals from firms to undertake a citizen survey of
our community.  The survey is to measure citizen opinions of Takoma Park as a community; to measure
citizen opinions of the quality of City services, with a special emphasis on our new community policing
effort; and to identify the sources citizens use to obtain information on City issues and services.  We are
searching for a highly-qualified firm to design (with input from our staff and several citizens), conduct,
analyze and report on the findings of this citizen survey.

Takoma Park is a community of 17,299 people in 6,880 households in Montgomery County, Maryland
on the border of Washington, D.C.   59% of the households are renter households, while 41% own their
own homes.  Our community is also ethnically very diverse.  The City is looking for a statistically
accurate citizen survey to gain information from our diverse population.

The City of Takoma Park sees value in a periodic survey of its citizens.  Although we have not done one
in the past, we are anxious to do one at this time due to the new structure of our community policing
effort.  It is important that the survey be done soon, before full implementation is underway, to help
determine if any change in perception of public safety or the quality of police services occurs.

Because of our interest in having a survey that can be undertaken quickly, we are interested in responses
from reputable firms that have prepared citizen surveys in the past and have unbiased and easy-to-
understand survey questions already available. 

Once a firm is selected, the City will provide the firm with an address list of all housing units in the City
identified by City Ward and noting whether or not the unit is renter or owner occupied.  The City will
have a small team of staff and citizens to work with the firm in finalizing the survey questions and
methodology.  City Communications Office staff will work with the firm in coordinating a strategy to
publicize the reasons for the survey and to encourage people to respond. 

While the surveys may be done by mail, telephone or a combination, and may be augmented by other
means (focus groups, on-line responses, etc.), it is important the following requirements are met:

1) the survey must be statistically valid at the 95% confidence level or higher for both the renter
and owner households
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2) the survey must be equally as easy to respond to in English and in Spanish, with a
recognition that other languages are also spoken our community (eg a mailing with surveys
in English and Spanish in the same envelope, with information in other languages common to
Takoma Park–French, Amharic, Vietnamese–on how to handle the survey)

3) survey questions must be easy to understand and free of bias
4) the entire survey process–from contract award to delivery of the report–must be able to be

completed within a six-month time period
5) survey results must be accurately tabulated; summarized; and presented in easy to understand

reports, tables and/or graphics in electronic and printed formats ready for presentation to the
City Council and the public

6) base data must be provided to the City in an electronic format for its own use and further
analysis

7) the survey must be able to be repeated on a regular basis to monitor change over time
8)       the cost to the City in terms of staff time and survey expense must be kept to a minimum

 In addition to the requirements above, the following characteristics are desirable:

1) survey results are able to be used in completing the customer survey portion of the ICMA’s
Center for Performance Measurement (CPM) templates for Police, Refuse, Parks and
Recreation, and Highways and Street Maintenance

2) much of the survey has been used in other communities, so that results from Takoma Park
can be compared to other similar communities 

3) survey results can be broken down into City Wards

Responses to this Request For Proposal must be received by 5 pm EDT, May 24, 2004.
Responses may be mailed, or delivered to the address below.  Responses must include a
completed Form A (attached). 

Send responses to: Cordell Myers
Office of Procurement
City of Takoma Park
7500 Maple Avenue
Takoma Park, MD 20912
Phone:   301-891-7252
Fax:   301-270-8794



Comments on Proposals
Takoma Park Citizen Survey

National Research Center, Inc. - Excellent proposal.  Price is for entire project from pre-testing
to presentation.  Firm willing to work to lower costs where possible.  Their Rockville Citizen
Survey would be good model.  Firm has long history of doing citizen surveys for local
governments–oversees the National Citizens Survey for ICMA and has database of 300 city
surveys for use in comparisons.  Firm director is national expert on surveying.  Rockville staff
give rave reviews on service, professionalism, technical expertise and keeping to deadlines. 
Rockville’s 2003 survey cost $22,400 but did not include a Spanish-language survey in the same
envelope.

Virginia Commonwealth University - Very good proposal; did excellent research on Takoma
Park.  Example of citizen survey was a telephone survey although proposing to do a mail survey. 
Example of report was just average.  Seem highly experienced in the statistical end, but not as
good in report presentation.  Cost for a ward-level survey is higher than NRC, but could do
slightly less expensive survey at citywide level.

Vantage - Have done respectable surveys for several Colorado cities.  Base price is low, but
doesn’t include much.  Trying to figure out likely actual cost very difficult.  Committee felt City
would not save much, if any, by choosing this firm and that every activity would cost extra so
would be a headache to work with.

Wirthlin Worldwide - Committee not impressed by proposal.  Doing telephone interviews of
100 or 150 citizens did not seem adequate to meet goal of statistically valid survey at either
citywide or ward level.  Cost of $19,300 and $23,200, respectively, seems high for so few
interviews.



NRC Vantage VCU

# pages of survey 6 pages 4 or 6 (price varies) Medium
(likely 4-8 pages)

# surveys at Citywide
level

-- 1674 1275

# surveys for info at
Ward level

3000 2511 or
10,044

3825

Cost per survey $9.98 $8.30 / $8.92
(4 / 6 page, citywide)
$6.76 / $7.05 (ward)
$4.46 / $5.08 (each

ward 5%+- at 95 c.i.)

$16.93 citywide
$9.49 ward level

Presentation cost
(including travel)

less than $2620
(included in price;
could be reduced)

$1700 (not included) Not included, cost
not known

Cost of 25 bound
copies

$125
(not included)

$875 (not included) 10 copies included;
cost for additional 15

unknown

Total Cost (Note: for “not to
exceed,” add 10%)

    Citywide $13,890 / $14,927
(extra costs for open
ended question $920

per 400 responses)
additional

professional costs at
$85 per hour plus

travel; data entry for
additional responses,

$1.50 each 

20,743
plus $846 survey

printing costs

For “not to exceed,”
add 10%



    Ward level info $29,928 $16,981 / $17,708
(600 responses)

$44,793 / $51,013
(2400 responses)

Plus: the many extra
costs listed above.  A
comparison with the
other firms indicates
that a 6-page survey

with comparable
professional time and

3 open-ended
questions could

easily cost about
$26,000 rather than

$17,700.

33,746
plus $2550 survey

printing costs

For “not-to-exceed,”
add 10%

Options Pre-testing is
included

Pre-testing would
cost an additional

$1000

Focus grps - $11,825
                or

Cognitv ints - $8,856

Phone followup -
$5,845














































































